








BY SUBJECT 


Develop a euthanasia policy everyone can accept, 
Dr. S. Messonnier, May, p. 36 

This doctor built a niche with alternative medicine, 
Dr. E. Paul, May, p. 96 

‘My associate was harassing the staff, Anonymous, 
1996 grand prize winner, Aug., p. 38 

Can a project manager help your practice? Dr. L. 
Randall, Nov., p. 68 








Propel your associates to peak performance, M. 
Opperman, CVPM, Jan., p. 54 

Evaluating associates: Going beyond the form, M. 
Opperman, CVPM, Feb., p. 62 

Stop salary squabbles and make more money, D. 
Dooley, March, p. 68 

Is this practice the one for you? Gauge it and see, Dr. 
W. Thompson, April, p. 89 


BOB LEVOY’S SUCCESS FILE 


Make good health a priority in 1996, Jan., p. 16 

Does your practice have measurable standards of 
performance? Feb., p. 16 

An ‘expectations exchange’ keeps you and your as- 
sociates on track, March, p. 16 

Participate in Pet Adoptathon ’96, April, p. 16 

Recommended reading for receptionists, May, p. 16 

A memory jogger for overlooked tasks, June, p. 16 

Concentrate on your strengths! July, p. 16 

Behavior-training classes may be the best idea yet, 
Aug., p. 16 

The resource file, Sept., p. 18 

Secrets of successful staff meetings, Oct., p. 17 

The power of positive reinforcement, Nov., p. 18 

Appreciation builds employee loyalty—an¢d creates 
heroes, Dec., p. 6 














THE CLIENT CONNECTION 

BY DR. SHAWN MESSONNIER 

Tips to build your dental clientele, Feb., p. 18 

Dealing with ‘Good Samaritan’ emergencies, April, 
p. 18 

Don’t be afraid of discounting, June, p. 18 

Selling is not a dirty word, Aug., p. 18 

Making credit options work for you, Oct., p. 20 

Help others and help yourself, Dec., p. 8 








Help your clients honor their pet’s memory, Dr. 
HLE. Whiteley, Jan., p. 68 

Do clients smile at you but snaz/ at your staff? Dr. 
W.B. Swift, Feb., p. 48 

Listen up! Do you know how you sound to clients? 
Dr. J. Brockmeier, Feb., p. 82 

Help! When clients’ tempers burst into flame, R. 
Gants, March, p. 78 

Things sure look different from the other side of the 
table, Dr. W.D. Horton, June, p. 82 

Banish the blunders that cause client complaints, 
Dr. R. Stone, July, p. 42 

Turning complainers into loyal clients (sidebar), K. 
Roy, July, p. 48 

Informed consent: Get your clients to sign on the 
dotted line, Dr. J. Wilson, JD, Aug., p. 54 

Answers to top questions about client consent, 
roundtable, Aug., p. 62 

Keep excess baggage out of the exam room, D. 
Dooley, Nov., p. 62 

20 minutes a year just isn’t enough, Dr. M. Becker, 
Nov., p. 64 
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COMMENTARY 


‘I don’t spell success m-o-n-e-y. Do you?’ Dr. B.G. 
Thoni, March, p. 30 

Is our profession prepared to address today’s is- 
sues? Dr. P.R. Glick, Sept., p. 34 

Low fees lead to failure—not to clients’ affection, 
Dr. C. Bradley, Oct., p. 32 








Stop salary squabbles and make more money, D. 
Dooley, March, p. 68 

Top practices look for pearls—and pay them well, 
D. Tumblin, CPA, and C. Wutchiett, CPA, June, 
p. 28 

Can’t afford to hire a $25,000 technician? You can’t 
afford not to, Dr. D. Brunner and M. Opperman, 
CVPM, June, p. 38 





HOSPITAL DESIGN COMPETITION 


Creative design elements meet child’s play in this 
award-winning hospital (Lloyd Animal Medical 
Center, Stoughton, Mass.), C. Ryckert, Jan., p. 84 

This design branches out to offer more services 
(Chemstrand Oaks Veterinary Hospital, Pensa- 
cola, Fla.), C. Ryckert, Feb., p. 90 

‘A flawless design’—Introducing the Hospital of the 
Year (New Hope Animal Hospital, Rogers, Ark.), 
C. Chapman, March, p. 34 

This winning design proves synergy is its own re- 
ward (Willow Creek Pet Center, Sandy, Utah), C. 
Ryckert, April, p. 96 

Family values flourish in a welcoming atmosphere 
(All Creatures Animal Hospital & Bird Clinic, 
Crescent City, Calif.), C. Ryckert, May, p. 80 

A change of scenery leads to winning desert design 
(Spencer Warm Springs Animal Hospital, Las 
Vegas, Nev.), C. Chapman, June, p. 84 








Computerized records on trial: Will they hold up in 
court? Dr. J. Wilson, JD, and Dr. C. Lacroix, 
Feb., p. 28 

Evaluating associates: Going beyond the form, M. 
Opperman, CVPM, Feb., p. 62 

Courting a computer: Finding the perfect software 
for you, S. Klooz, March, p. 74 








The gender gap: Why do female doctors earn less? 
D. Smith, June, p. 44 

Presenting the annual earnings report, Sept., p. 40 

Uncovering the secret to higher revenue, D. Tum- 
blin, CPA, and C. Wutchiett, CPA, Sept., p. 56 


Also see: Practice Finances 





A i design for a modern medical complex 
(Animal Care Center of Salisbury, Salisbury, 
N.C.), C. Chapman, July, p. 94 

Bold design makes the most of a small site (Valley 
Animal Hospital, PC, Tucson, Ariz.), C. Chap- 
man, Aug., p. 94 

An innovative design that can handle any emer- 
gency (Animal Urgent Care Clinic of South 
Orange County, Mission Viejo, Calif.), C. Chap- 
man, Sept., p. 100 

High hopes and hard work land this clinic an 
award ( Medical Center, Mount Pleasant, 
S.C.), C. Chapman, Oct., p. 80 

A winning design offers cozy comforts for cats (The 
Cat Doctor, Thousand Oaks, Calif.), C. Chapman, 
Nov., p. 84 

A heart-warming haven that charms clients (Hope 
Mills Road Animal Hospital, Fayetteville, N.C.), 
C. Chapman, Dec., p. 46 





HOSPITAL DESIGN, CONSTRUCTION 





Dog-tired of dealing with expenses? Annual ex- 
penses report, Nov., p. 30 

Learn to manage expenses to your advantage, D 
Tumblin, CPA, and C. Wutchiett, CPA, Nov., p. 48 

Delegating technical tasks puts more $$ in the till, 
AP. Navarre, BS, RVT; C. Decker, BS, CVT; and 
Dr. R. Goebel, Nov., p. 56 





Also see: Compensation, Practice Finances 


How do your fees stack - 1996 nationwide fees 
report, Oct., p. 38 

Do you resist fee increases more than clients do? 
Dr. D. Bowman, MBA, Oct., p. 48 

Slow growth? Your fees may not be the problem, D. 
Tumblin, CPA, and C. Wutchiett, CPA, Oct., p. 54 











FOOD ANIMAL PRACTICE 
MANAGEMENT Q&A 





May, p. 26: A consistent cash flow doesn’t neces- 
sarily mean profitability; This practice’s policy 
turns accounts receivable into ready cash; 
Teaching producers to seek your professional 
opinion 

July, p. 26: How to make sure CE time is produc- 
tive rather than leisurely; Weekly client break- 
fasts: A novel way to learn what producers want 
from you; Meeting clients’ needs without causing 
scheduling headaches 

Sept., p. 30: Charging associates a fee for using the 
practice truck; Cost-conscious producers? Here’s 
how to show them your long-term value 


Calculating air flow, D. Chapel, AIA, and W. Usiak, 
AIA, Jan., p. 89 

Keeping pace with changes in dental suite design, 
D. Ludwig, Feb., p. 78 

A practical guide to the ADA, M. Hafen, AIA, July, 
p. 100 





Offering credit: An ‘evil’ that’s good for business, 
Dr. J. Wilson, JD, Jan., p. 36 

Roundtable: What you need to know about medical 
records, Feb., p. 38 

Does selling your services tear you apart? D. 
Dooley, April, p. 34 

Thinking of switching? Don’t do it yourself (side- 
bar), O. McCafferty, CPA, CVPM, April, p. 48 

National PetCare Centers: A merger of 26 prac- 
tices, J. Lofflin, Aug., p. 32 

Protect your clinic from sexual harassment suits, B. 
Josselson, Aug., p. 48 

More on the National PetCare Centers merger, J. 
Lofflin, Sept., p. 64 








March, p. 26: How a traveler can guard agains’ 
the dollar’s decline; Writing off business losses 
for several years in a row; Investment strategies 
to help you adjust to an uncertain market; 
Drawing up a power of attorney without using a 
lawyer; A can’t-lose investment strategy with 
holes in its logic 

April, p. 32: What to do when you're setting up a 
retirement plan; Lending a home buyer part of 
the purchase price may be risky; How to compare 
the after-tax yields of CDs and T-notes; Criteria 
you must meet before canceling your home-mort- 
gage insurance 
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FOOD ANIMAL PRACTICE 
MANAGEMENT Q&A 





May, p. 26: A consistent cash flow doesn’t neces- 
sarily mean profitability; This practice’s policy 
turns accounts receivable into ready cash; 
Teaching producers to seek your professional 
opinion 

July, p. 26: How to make sure CE time is produc- 
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fasts: A novel way to learn what producers want 
from you; Meeting clients’ needs without causing 
scheduling headaches 
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how to show them your long-term value 
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Keeping pace with changes in dental suite design, 
D. Ludwig, Feb., p. 78 

A practical guide to the ADA, M. Hafen, AIA, July, 
p. 100 





Offering credit: An ‘evil’ that’s good for business, 
Dr. J. Wilson, JD, Jan., p. 36 

Roundtable: What you need to know about medical 
records, Feb., p. 38 

Does selling your services tear you apart? D. 
Dooley, April, p. 34 

Thinking of switching? Don’t do it yourself (side- 
bar), O. McCafferty, CPA, CVPM, April, p. 48 

National PetCare Centers: A merger of 26 prac- 
tices, J. Lofflin, Aug., p. 32 

Protect your clinic from sexual harassment suits, B. 
Josselson, Aug., p. 48 

More on the National PetCare Centers merger, J. 
Lofflin, Sept., p. 64 








March, p. 26: How a traveler can guard agains’ 
the dollar’s decline; Writing off business losses 
for several years in a row; Investment strategies 
to help you adjust to an uncertain market; 
Drawing up a power of attorney without using a 
lawyer; A can’t-lose investment strategy with 
holes in its logic 

April, p. 32: What to do when you're setting up a 
retirement plan; Lending a home buyer part of 
the purchase price may be risky; How to compare 
the after-tax yields of CDs and T-notes; Criteria 
you must meet before canceling your home-mort- 
gage insurance 

















July, p. 28: How to maximize your retirement in- 
come from mutual funds; You can write off losses 
from embezzlement on your tax return; How im- 
portant is yield as a measure of a stock’s poten- 
tial?; Be sure to investigate your options when 
giving a gift of stock 

Aug., p. 30: Want to buy T-bills directly? Selling 
before maturity can be cumbersome; Drawbacks 
of custodial accounts may offset their tax advan- 
tage; Just one chance to take the over-55 tax ex- 
clusion when you sell a home 

Sept., p. 32: Low rates on loans for ‘leftover’ cars 
may hide other costs; Beware these hidden dan- 
gers of tinkering with your will; How to make up 
for a shortfall in college savings 





PARTNERS 


LLCs and LLPs: Could they work to your advan- 
tage? S. Kuperschmid, April, p. 44 

Thinking of switching? Don’t do it yourself (side- 
bar), O. McCafferty, CPA, CVPM, April, p. 48 

Is a practice merger in your future? C. Wutchiett, 
CPA, Dec., p. 14 

A peek at a merger in the works (sidebar), J. 
Lofflin, Dec., p. 22 

Courting the ideal merger candidate (sidebar), J. 
Lofflin, Dec., p. 24 

How to choose the right partner for your practice, 
M. Opperman, CVPM, Dec., p. 30 








Retirement dreams: Will reality burst your bubble? 
Dr. J. Slaughter, Jan., p. 74 

Will your golden years be tarnished? M. Goldberg, 
JD, Jan., p. 79 

Does your tax return stack up? J. Block, LLM 
(Tax), March, p. 90 

How to get the best out of life—insurance, that is, 
March, p. 100 

Tough times on Wall Street? Smart investors stay 
cool, F. Wood, CPA, CFP, April, p. 86 

Will you leave your family strapped for cash? A. 
Schutzer, May, p. 100 

Don’t jump into investing with your eyes closed, F. 
Wood, CPA, CFP, July, p. 70 

Drowning in paper? You can toss a lot of it, D. 
Murray, Sept., p. 84 








‘I don’t spell success m-o-n-e-y. Do you?’ Dr. B.G. 
Thoni, March, p. 30 

When a patient dies, don’t forget to take care of 
yourself (sidebar), Dr. J. Engelstad, May, p. 38 

Going nowhere fast? Change your pace! Dr. W.B. 
Swift, June, p. 54 

Going nowhere fast? Jump off the wheel! Dr. W.B. 
Swift, July, p. 74 

110 reasons to feel good about veterinary medicine, 
Dr. M. Becker, Oct., p. 60 

You must pedal fast to finish first, Dr. M. Becker, 
Dec., p. 42 


Propel your associates to peak performance, M. 
Opperman, CVPM, Jan., p. 54 

Come down from your pedestal and warm your 
practice’s heart, Dr. W.B. Swift, Jan., p. 58 

Laugh a little! Your staff and clients will join in, 
Dr. M. Becker, Jan., p. 61 

Do clients smile at you but snar/ at your staff? Dr. 
W.B. Swift, Feb., p. 48 

Coach your staff to new heights of teamwork, Dr. J. 
Brockmeier, April, p. 54 

Doctors are from Mars, employees are from Venus, 
Dr. M. Becker, April, p. 92 

Lead your team to the gold, M. Opperman, CVPM, 
May, p. 28 











Get troublemakers on track before they derail your 
team, L. Lowndes, May, p. 66 

Staff conflict: Tame the volcano before it blows, Dr. 
M. Becker, May, p. 74 

Conflict busters: Leading DVMs share their se- 
crets, Dr. M. Becker, June, p. 76 

Can you spot the embezzler? P. Perry, July, p. 30 

‘Our bookkeeper took us for $250,000’ (sidebar), 
MG. Harkins and Dr. D.J. Harkins, July, p. 38 

How to build a terrific team for your practice, Dr. 
M. Becker, July, p. 80 

‘My associate was harassing the staff, Anonymous, 
Aug., p. 38 

Troubled employees? Your intervention may back- 
fire, P. Perry, Aug., p. 86 

If you listen to your staff, they'll hear you, too, Dr. 
W.B. Swift, Sept., p. 90 

Continuing education—it’s not just for doctors any- 
more, M. Opperman, CVPM, Oct., p. 76 

Delegating technical tasks puts more $$ in the till, 
A.P. Navarre, BS, RVT; C. Decker, BS, CVT; and 
Dr. R. Goebel, Nov., p. 56 

Rx for empowerment, M. Opperman, CVPM, Nov., 
p. 82 


Also see: Associates, Compensation 





Let the dental prophy polish your bottom line, C. 
Chapman, Feb., p. 68 

Vaccine value packages: How to give clients the 
maximum for the minimum, Dr. M. Becker, Feb., 
p. 86 

The rewards of being part of the family-pet-vet 
bond, Dr. M. Becker, March, p. 96 

Puppy/kitten biographies: Too beneficial to ignore, 
M. Opperman, CVPM, April, p. 74 

Behavior problems: Find a long-term solution in- 
stead of a quick fix, Dr. W. Hunthausen, May, p. 
39 

The ABCs of nutrition: Teach your clients well, C. 
Chapman, June, p. 70 

Seeing more exotic pets? Build a nutritional niche, 
S. Perryman, June, p. 74 

Don’t slam the door on the ultimate employee! Dr. 
M. Becker, Aug., p. 68 

When your best sales reps knock, don’t shut them 
out, Dr. M. Becker, Sept., p. 96 

10 compelling reasons to offer in-house testing, Dr. 
F. Metzger, Nov., p. 70 

Don’t forget the client-education factor (sidebar), 
Dr. R. Downing, Nov., p. 71 

A word of caution (sidebar), C. Wutchiett, CPA, 
Nov., p. 72 


Also see: Article Contest Winners 








Watch your step! Finalizing a practice sale can keep 
you on your toes, B. Josselson, Jan., p. 66 

Scan the menu before you choose a bank, J. 
Broome, May, p. 90 

Is your accountant truly a member of your team? 
M. Opperman, CVPM, July, p. 54 

It’s time to clean up your collections policy, C. 
Brown, July, p. 86 


Also see: Compensation, Earnings, Expenses, Fees 


Juggling too much? Here’s how to free up your time 
for medicine, C. Wutchiett, CPA, and D. Tumblin, 
CPA, Jan., p. 28 

Scheduling: Do clients control your every move? M. 
Opperman, CVPM, March, p. 50 

A great practice won’t mean much if your clients 
can’t find you, M. Strausser, March, p. 84 

Take a look inside the management of today’s 
equine practices, C. Wutchiett, CPA, and D. 
Tumblin, CPA, April, p. 80 











Negotiating a clinic lease? Keep your bases covered, 
B. Josselson, May, p. 44 

Can you spot the embezzler? P. Perry, July, p. 30 

‘Our bookkeeper took us for $250,000’ (sidebar), 
M.G. Harkins and Dr. D.J. Harkins, July, p. 38 

What’s it like to work for you? Ask ex-employees, 
M. Opperman, CVPM, Aug., p. 82 

Too much inventory? You’re losing money, M. 
Opperman, CVPM, Sept., p. 70 

Also see: Client Relations, Expenses, Fees, 
Personnel, Practice Finances 





Jan., p. 24: How to give a tactful—and safe—job 
reference for a poor performer; Partner compen- 
sation based on production rather than equal 
shares; Making the waiting room hospitable to 
clients who don’t speak English 

Feb., p. 24: Finding practices for sale in one area of 
the country while working in another; When you 
suspect that a staff member is about to resign; 
Job description provides guidelines for evaluating 
a staff member’s work; Questions to ask personal 
references about job applicants 

March, p. 24: What to do when you find a mistake 
on the invoice after the clients pays; Who pays 
when a patient develops an infection after a pro- 
cedure?; Associates can’t count on a discount 
when they buy into a practice; New ideas about 
where to store medical records 

April, p. 30: Who pays the bill when a hospital re- 
quires staff uniforms?; How to charge when a 
simple pedicure turns into an exam 

May, p. 24: Which is better—buying a starter prac- 
tice or an established one?; Client reminders: 
Why compliance ratios depend on several factors; 
Should you use a credit check to screen job candi- 
dates? 

June, p. 26: Figuring deductions when you use a 
practice vehicle for personal use; Hospital volun- 
teers: What are your legal and financial obliga- 
tions?; What should you do when clients lose be- 
longings in your practice? 

July, p. 24: What lease terms will optimize growth 
and value for my satellite clinic?; What’s the best 
policy for employees who forget to use the time 
clock?; How can we compensate a relief veterinar- 
ian during a partner’s maternity leave? 

Aug., p. 26: The challenges of sharing a practice 
with your colleagues; When selling a practice, 
maximize capital gains to shrink your tax burden 

Sept., p. 26: How to reward an employee’s efforts 
in lieu of a raise; Valuing real estate when it’s in- 
cluded in a practice sale; Should staff members 
have a say in selecting a new computer system?; 
Here’s the scoop on displaying labor-law posters 

Oct., p. 22: Periodic staff meetings key to commu- 
nication within a practice; Offering a retirement 
package that includes a 401(k) or SEP 

Nov., p. 24: How far will clients drive to an animal 
hospital in the suburbs?; Should an office man- 
ager discuss fees and payment schedules with 
clients?; How to turn a client’s thank-you note 
into free advertising; Should I consider hiring an 
overqualified job applicant? 

Dec., p. 12: Let your computer sort income data to 
compare doctors’ production; Compensation in- 
centives change when associates buy into a prac- 
tice; Should staff members evaluate each other’s 
job performance? 








Jan., p. 16: Catchy dental postcards your clients 
will see—and remember, S. Klooz; Let your com- 
puter do the ‘dirty’ work for you!, Dr. J. 
Randolph; Add warmth to your clinic with a 
photo contest, M. Burke 

Feb., p. 16: Are clients resisting home dental care? 
Here’s help, S. Klooz; Who’s afraid of OSHA?, Dr. 
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E. Paul; Performance reviews don’t have to be a 
ightmare 


March, p. 16: After-hours emergencies? Tell 
clients to page you!, Dr. B. Linman; Get the scoop 
with clever newsletters; Top techniques inter- 
viewers can use today 

April, p. 16: Taking kitty condos to new heights, 
Dr. J. Prentiss; Make your staff meetings work 
for you; This tip can help keep your practice 
green, B. Fisher 

May, p. 16: Fire safety: Don’t get burned by viola- 
tions!; Keep your faxes fresh; How to design 
client-friendly statements; Stuck in a rut? These 
ideas can offer a new perspective; Get all the 
PRN info you need at a glance, N. Wiest, CVT 

June, p. 16: Written estimates: Put a stop to 
sticker shock, K. Roy; You can train anyone to 
use the computer; Having a hard time making 
loners part of your team? 

July, p. 16: Handling the heartache of losing a pet, 
S. Klooz; Help your clients help themselves after 
hours, Dr. J. Nagel; A ‘pat-on-the-back’ diary does 
wonders for morale 

Aug., p. 16: Offer breeders their own discount club, 
Dr. M. Dutton; Learn what’s getting done—and 
what’s not; Create a snazzy clinic brochure; How 
do you rate as a boss? Take a survey! 

Sept., p. 18: Staff-meeting blues? Cure them for 
good, R. Ensman; What does your clinic say 
about you?, S. Lewis and Dr. J. Randolph 

Oct., p. 17: Stay on track with handy cage baskets, 
Dr. C. Murray; Reach more potential clients for 
minimal cost, Dr. T.J. Dunn Jr.; Cure sick-day 
blahs with a bonus system, B. Howard 

Nov., p. 18: Track your reminder response, S. 
Klooz-Johnson; Having trouble scheduling surg- 
eries?, R. Shaw; Coaching clients about dental 
care, Dr. J. Randolph; Prescription labels serve 
double-duty, Dr. M. Richards 

Dec., p. 6: Attract clients with photo magnets, Dr. 
D. Shaw; Extras show clients how much you care, 
Dr. L. Stogdale 


Commitment to clients keeps this practice on top 
(Serenity Animal Hospital, Sterling Heights, 
Mich.), J. Lofflin, Jan., p. 46 

Education puts this clinic at the head of the class 
(Crossroads Animal Clinic, Arlington, Texas), J. 
Lofflin, Feb., p. 54 

Staff empowerment drives this Practice of Ex- 
cellence (Northwest Animal Hospital, Columbus, 
Ohio), J. Lofflin, March, p. 58 

Small-town values and big business meet in this 
Practice of Excellence (Veterinary HealthCare 
Associates, LLP, Gastonia, N.C.), J. Lofflin, April, 
p. 60 

This practice cares about clients—and it shows 
(South Putnam Animal Hospital, Mahopac, N.Y.), 
J. Lofflin, May, p. 52 

Clients feel at home in this award-winning practice 
(North Shore Veterinary Hospital, Duluth, 
Minn.), J. Lofflin, June, p. 62 

Specialty medicine turns a vision into reality 
(Sacramento Animal Medical Group, Carmichael, 
Calif.), J. Lofflin, July, p. 58 

Tough-minded principles guide this busy practice 
(Brooklyn Park Pet Hospital, Brooklyn Park, 
Minn.), J. Lofflin, Aug., p. 72 

Community service is a top priority for this practice 
(Allen Heights Veterinary Hospital, Pittsfield, 
Mass.), J. Lofflin, Sept., p. 74 

Improvement never ends at this Dallas Practice of 
Excellence (East Lake Veterinary Hospital, 
Dallas, Texas), J. Lofflin, Oct., p. 66 

Corralling the demands of career and family (East 
County Large Animal Practice, El Cajon, Calif.), 
J. Lofflin, Nov., p. 74 

60 VETERINARY ECONOMICS/DECEMBER 1996 








Building a harmonious mixed animal practice 
(Kilgore Veterinary Associates, Kilgore, Texas), J. 
Lofflin, Dec., p. 33 





TOOLS FOR SUCCESS 
BY DR. BRENT CALHOUN 








FirstLine, February: 

Pets and their families: Why a pet-crazed populace 
needs vou, J. Lofflin, p. 14 

Don’t be a doormat for crabby clients! Dr. W.B. 
Swift, p. 18 

Eight steps to a great exam-room visit, Dr. R. 
Clark, p. 22 

‘I can’t find the medical record!’ M. Opperman, 
CVPM, p. 26 

Do you really know how “og come across to clients? 
Dr. J. Brockmeier, p. 

FrontRunner: Lisa Piffell, Ss Park Pet 
Hospital, Brooklyn Park, Minn., p. 36 

FirstLine, April: 

Wash away stress—and find the gold in gritty situ- 
ations, Dr. M. Becker, p. 14 

Clients won’t pay? Stay calm, cool—and collect! M. 
Opperman, CVPM, p. 18 

Excellent client service—and the teams that pro- 
vide it, J. Lofflin, p. 22 

How do I tell the doctor..., R. Cummings, CVPM, p. 
28 


Worried about your review? Here’s help! S. De- 
Nayer and Dr. R. Downing, p. 34 

Why won’t clients do what I recommend? Dr. J. 
Brockmeier, p. 38 

FrontRunner: Paul A. Cervone, CVPM, Emergency 
Animal Hospital & Referral Center, San Diego, 


, June: 
Teamwork: It’s worth the effort, J. Hart, p. 14 
When tempers flare..., R. Ensman, p. 18 
Running behind? Keep eerie on track! M. 
Opperman, CVPM, p. 
From work to home: Tips for a smooth transition, J. 
Lofflin, p. 
Put + aly great ideas in your success file! B. Levoy, 
28 


p. 

FrontRunner: Lynn Howard, Wise County Animal 
Clinic, Decatur, Texas, p. 34 

Welcome to CVC '96, July: 

Wet labs, seminars, and Jay Leno!, K. Hawes, p. 2 

Goin’ to Kansas City, S. Polk, p. 6 

Hit the highlights, S. Polk, p. 8 

See what's in store for you, K.W. Lynch, p. 12 

Get into the games, J. Lofflin, p. 18 

Cookin’ in K.C., p. 21 

A mix of music, J. Lofflin, p. 22 

A good bet for fun, S. Lewis, p. 26 

FirstLine, August: 

When a child’s pet dies..., Dr. C. Soares, p. 10 

Make your practice a great place for kids! M. 
Opperman, CVPM, p. 16 

Back from burnout: One technician’s story, R.W. 
Snopek, AHT, p. 18 

The dance of delegation, C. Wutchiett, CPA, and D. 
Tumblin, CPA, p. 24 

Juggling your job when you're a jack-of-all-trades, 
K. Hawes, p. 30 

FrontRunner: Terri O’Brien, Hillcrest Animal 
Hospital, Richmond Heights, Ohio, p. 36 

FirstLine, October: 

What’s the secret to success? It starts with your 
smile, Dr. M. Becker, p. 8 

Want to know what clients really think? Ask ’em, 
M. Opperman, CVPM, p. 12 

Now the eyes say “Thank you,” R. Williams, p. 16 

Moments of truth, Dr. W.B. Swift, p. 18 

FirstLine, December: 

This is why you're in sales, Dr. M. Becker, p. 10 

Surprise! I'm the new administrator! J. Cox, p. 14 

Ready. Set. No show! M. Opperman, CVPM, p. 18 

Asking for a raise: Don’t be scared—be prepared! 
Dr. W.B. Swift, p. 21 

Think like an owner, Dr. J. Brockmeier, p. 24 

FrontRunner: Kris Jensen, Animal Healing Center, 
Redmond, Wash., p. 28 


The Discipline of Market Leaders: Choose Your 
Customers, Narrow Your Focus, Dominate Your 
Market (book), Jan., p. 18 

How to Delegate Work and Ensure It’s Done Right 
(audio / video cassette), March, p. 18 

Difficult People: How to Deal With Them (video), 


May, p. 18 

The Wisdom of Teams: Creating the High-Perform- 
ance Organization (book), July, p. 18 

The Time Trap (book), Sept., p. 20 

Everyone’s a Coach (book), Nov., p. 22 





UNCOMMON SENSE 
BY DON DOOLEY 


Abusive clients? They’re fired! Jan., p. 17 

Keep your inventory on a short leash, Feb., p. 17 

Borderline employees? It’s time to make the cut, 
March, p. 17 

If it isn’t fun, fix it, April, p. 17 

Keep a firm hand at the helm, May, p. 17 

Are you too cowardly to get what you want? June, 





p. 17 
Don’t let anyone ‘should’ you, July, p. 17 
You hold the key to freedom, Aug., p. 17 
Your trusty management tool, Sept., p. 19 
Visualize your future and make it happen, Oct., p. 
18 


Put yourself on the path to success, Nov., p. 20 
Keep ‘family’ squabbles behind closed doors, Dec., 
p.8 


BY AUTHOR 


Becker, Dr. Marty: 
Laugh a little! Your staff and clients will join in, 
Jan., p. 61 
Vaccine value packages: How to give clients the 
maximum for the minimum, Feb., p. 86 
The rewards of being part of the family-pet-vet 
bond, March, p. 96 
Doctors are from Mars, employees are from Venus, 
April, p. 92 
Staff conflict: Tame the volcano before it blows, 
May, p. 74 
Conflict busters: Leading DVMs share their se- 
crets, June, p. 76 
How to build a terrific team for your practice, 
July, p. 80 
Don’t slam the door on the ultimate employee! 
Aug., p. 68 
When your best sales reps knock, don’t shut them 
out, Sept., p. 96 
110 reasons to feel good about veterinary medi- 
cine, Oct., p. 
20 minutes a year just isn’t enough, Nov., p. 62 
You must pedal fast to finish first, Dec., p. 42 
Block, Julian, LLM (Tax): 
Does your tax return stack up? March, p. 90 
Bowman, Dr. Douglas L., MBA: 
Do you resist fee increases more than clients do? 
Oct., p. 48 
Bradley, Dr. Charles H.: 
Low fees lead to failure—not to clients’ affection, 
Oct., p. 32 
Brockmeier, Dr. Jim: 
Listen up! Do you know how you sound to clients? 
Feb., p. 82 
Coach your staff to new heights, April, p. 54 
Broome, J. Tol Jr: 
Scan the menu before you choose a bank, May, p. 90 
Brown, Cherie: 
It’s time to clean up your collections policy, July, p. 86 
Brunner, Dr. David: 
Can’t afford to hire a $25,000 technician? You 
can’t afford not to, June, p. 38 
Calhoun, Dr. Brent: 
(See: “Tools for Success” by Dr. Brent Calhoun) 








Chapman, Carolyn K: 
Let the dental prophy polish your bottom line, 
Feb., p. 68 
‘A flawless design’—Introducing the Hospital of 
the Year, March, p. 34 
The ABCs of nutrition: Teach your clients well, 
June, p. 70 
A change of scenery leads to winning desert de- 
sign, June, p. 84 
A spacious design for a modern medical complex, 
July, p. 94 
Bold design makes the most of a small site, Aug., 


p. 94 

An innovative —— that can handle any emer- 
gency, Sept., p 

High hopes pee herd work land this clinic an 
award, Oct., p. 80 

A winning design offers cozy comforts for cats, 
Nov., p. 84 

A heart-warming haven that charms clients, Dec., 


p. 46 
Sedhens Carlene A., BS, CVT: 
gpg technical tasks puts more $$ in the till, 
Nov., p. 
Dooley, enaid R.: 
Stop salary squabbles and make more money, 
March, p. 68 
Does selling your services tear you apart? April, 
34 


p. 
Keep excess baggage out of the exam room, Nov., 
p. 62 
(Also see: “Uncommon Sense” by Don Dooley) 
Downing, Dr. Robin: 
Don’t a the client-education factor (sidebar), 
Nov., p. 7 
Engelstad, Dr. Jill: 
When a patient dies, don’t forget to take care of 
yourself (sidebar), May, p. 38 
Gants, Rebecca: 
Help! When clients’ tempers burst into flame, 
March, p. 78 
Glick, Dr. P. Ray: 
Is our ss) prepared to address today’s is- 
sues? Sept., p. 
Goebel, Dr. Richard A: 
Delegating techinical tasks puts more $$ in the 
till, Nov., p. 56 
Gol x A., JD: 
Will your golden years be tarnished? Jan., p. 79 
Mary Gail and Dr. Davey Joe: 
‘Our bookkeeper took us for $250,000’ (sidebar), 
July, p. 38 
Horton, Dr. W. Daniel: 
Things sure look different from the other side of 
the table, June, p. 82 
Hunthausen, Dr. Wayne: 
Behavior problems: Find a long-term solution in- 
stead of a quick fix, May, p. 39 
Josselson, 
Watch your step! Finalizing a practice sale can 
keep you on your toes, Jan., p. 66 
Negotiating a clinic lease? Keep your bases cov- 
ered, May, p. 44 
Protect your clinic from sexual harassment suits, 
Aug., p. 48 
Klooz, Susan: 
Courting a computer: Finding the perfect software 
for you, March, p. 74 
Kuperschmid, Steven J.: 
LLCs and LLPs: Could they work to your advan- 


Computerized ser ga on trial: Will they hold up 
in court? Feb., p. 28 
Levoy, Bob: 
(See: “Bob Levoy’s Success File”) 
Lofflin, John: 
Commitment to clients keeps this practice on top, 
Jan., p. 
Education puts this clinic at the head of the class, 
Feb., p. 54 
Staff empowerment drives this Practice of 
Excellence, March, p. 58 
Small-town values and big business meet in this 
Practice of Excellence, April, p. 60 


This practice cares about clients—and it shows, 
May, p. 52 

Clients feel at home in this award-winning prac- 
tice, June, p. 62 

Specialty medicine turns a vision into reality, 
July, p. 58 

National PetCare Centers: A merger of 26 prac- 
tices, Aug., p. 32 

Tough-minded principles guide this busy practice, 
Aug., p. 72 

More on the National PetCare Centers merger, 
Sept., p. 64 

Community service is a top priority for this prac- 
tice, Sept., p. 74 

Improvement never ends at this Dallas Practice of 
Excellence, Oct., p. 66 

Corralling the demands of career and family, 
Nov., p. 74 

Building a harmonious mixed animal practice, 
Dec., p. 33 

A peek at a merger in the works (sidebar), Dec., p. 22 

Courting the ideal merger candidate (sidebar), 


Get troublemakers on track before they derail 
your team, May, p. 66 
Ludwig, David: 
Keeping pace with changes in dental suite design, 
Feb., p. 78 
McCafferty, Owen E., CPA, CVPM: 
Thinking of switching? Don’t do it yourself (side- 
bar), April, p. 48 
Messonnier, Dr. Shawn: 
Develop a euthanasia policy everyone can accept, 
May, p. 36 
(Also see: “The Client Connection” by Dr. Shawn 
Messonnier) 
Metzger, Dr. Fred L.: 
10 compelling reasons to offer in-house testing, 
Nov., p. 70 
Murray, Dennis: 
Drowning in paper? You can toss a lot of it, Sept., 
84 


p. 
Navarre, A. Patrick, BS, RVT: 
Delegating technical tasks puts more $$ in the till, 
Nov., p. 56 
Opperman, Mark, CVPM: 
Propel your associates to peak performance, Jan., 
p. 54 
Evaluating associates: Going beyond the form, 
Feb., p. 62 
Scheduling: Do clients control your every move? 
March, p. 50 
ar biographies: Too beneficial to ignore, 
April, p. 7 
Lead your lik to the gold, May, p. 28 
Can’t afford to hire a $25,000 technician? You 
can’t afford not to, June, p. 38 
Is your = truly a member of your team? 
July, p. 54 
What’s it like to work for you? Ask ex-employees, 
Aug., p. 82 
Too much inventory? You're losing money, Sept., 
p. 70 
Continuing education—it’s not just for doctors 
anymore, Oct., p. 76 
Rx for empowerment, Nov., p. 82 
How to choose the right partner for your practice, 
Dec., p. 30 
Paul, Dr. Ellen M.: 
This doctor built a niche with alternative medi- 
cine, May, p. 96 
Perry, Philip M.: 
Can you spot the embezzler? July, p. 30 
Troubled employees? Your intervention may back- 
fire, Aug., p. 86 
Perryman, Sharron: 
Seeing more exotic pets? Build a nutritional niche, 
June, p. 74 
Randail, Dr. Linda: 
Can a project manager help your practice? Nov., 
p. 68 
Roy, Karen: 
Turning complainers into loyal clients (sidebar), 
July, p. 48 


Ryckert, Colleen E.: 
Creative design elements meet child’s play in this 
award-winning hospital, Jan., p. 84 
This design branches out to offer more services, 
Feb., p. 90 
This winning design proves synergy is its own re- 
ward, April, p. 96 
Family values flourish in a welcoming atmos- 
phere, May, p. 80 
Schutzer, A.L: 
Will you leave your family strapped for cash? May, 
p. 100 
Slaughter, Dr. John B.: 
Retirement dreams: Will reality burst your bub- 
ble? Jan., p. 74 
Smith, David M.: 
The gender gap: Why do female doctors earn less? 
June, p. 44 
Stone, Dr. Ronald: 
Banish the blunders that cause client complaints, 
July, p. 42 
Strausser, Michael: 
A great practice won’t mean much if your clients 
can’t find you, March, p. 84 
Swift, Dr. W. Bradford: 
Come down from your pedestal and warm your 
practice’s heart, Jan., p. 58 
Do clients smile at you but snarl at your staff? 
Feb., p. 48 
Going nowhere fast? Change your pace! June, p. 54 
Going nowhere fast? Jump off the wheel! July, p. 74 
If you listen to your staff, they'll hear you, too. 
Sept., p. 90 
Thompson, Dr. Warren S.: 
Is this practice the one for you? Gauge it and see, 
April, p. 89 
Thoni, Dr. B. Gene: 
‘I don’t spell success m-o-n-e-y. Do you? March, p. 30 
Tumblin, Denise L., CPA: 
Juggling too much? Here’s how to free up your 
time for medicine, Jan., p. 28 
Take a look inside the management of today’s 
equine practices, April, p. 80 
Top practices look for pearls—and pay them well, 
June, p. 28 
Uncovering the secret to higher revenue, Sept., p. 56 
Slow growth? Your fees may not be the problem, 
Oct., p. 54 
Learn to manage expenses to your advantage, 
Nov., p. 48 
Whiteley, Dr. H. Ellen: 
Help your clients honor their pet’s memory, Jan., 
p. 68 
Wilson, Dr. James F., JD: 
Offering credit: An ‘evil’ that’s good for business, 
Jan., p. 36 
Computerized records on trial: Will they hold up 
in court? Feb., p. 28 
Informed consent: Get your clients to sign on the 
dotted line, Aug., p. 54 
Wood, Fritz, CPA: 
Tough times on Wall Street? Smart investors stay 
cool, April, p. 86 
Don’t jump into investing with your eyes closed, 
July, p. 70 
Wutchiett, Cynthia R., CPA: 
Juggling too much? Here’s how to free up your 
time for medicine, Jan., p. 28 
Take a look inside the management of today’s 
equine practices, April, p. 80 
Top practices look for pearls—and pay them well, 
June, p. 28 
Uncovering the secret to higher revenue, Sept., p. 56 
Slow growth? Your fees may not be the problem, 
Oct., p. 54 
Learn to manage expenses to your advantage, 
Nov., p. 48 
A word of caution (sidebar), Nov., p. 72 
Is a practice merger in your future? Dec., p. 14% 
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